Adjusting the Spiel and the Patter: Assessing Technology Needs to Improve Patron Experience by Gerwig, Katherine & Kroschel, Mallory
Adjusting the Spiel and the Patter: 
Assessing Technology Needs to 
Improve User Experience
Katherine Gerwig and Mallory Kroschel
Library Technology Conference 2016
The Computer Help Desk Team

In this presentation…
•The literature
•Web design principles 
•Personas
•Assessment (quick and very dirty)
•Evaluation
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Student to Computer Ratio
High Poverty Schools  80:1 Low Poverty Schools 30:1
Have you visited over 100 web sites?
Where do you look to find contact information
on a web site?
• Contrast
•Repetition
•Alignment
• Proximity
The Non-Designers’ Design Book by 
Robin Williams
C.R.A.P.
Lo! the Spear-Danes’ glory through splendid achievements
The folk-kings’ former fame we have heard of,
How princes displayed then their prowess-in-battle.
Oft Scyldthe Scefingfrom scathersin numbers
From many a people their mead-benches tore.
Since first he found him friendless and wretched,
The earl had had terror: comfort he got for it,
Waxed ’neaththe welkin, world-honor gained,
Till all his neighbors o’er sea were compelled to10
Bow to his bidding and bring him their tribute:
An excellent atheling! After was borne him
A son and heir, young in his dwelling,
Whom God-Father sent to solace the people.
People read differently
Personas
•High Technology Skills Student
• Low Technology Skills Student
•Community User







Tech Assesment Questions
1) What do you use computers for?
2) What do you do when you need help with 
technology?
3) What technology skills you you like to develop?
4) What devices do you use the most?
5) Where do you access technology the most? Home, 
work, school, other?



Needs Assessment
• Tech Needs 
• Learning Needs 
• Goals
• Interests
• Attitudes

How can we better meet
the tech needs of our patrons?
•Allow for extended laptop loan periods
•Train staff and student workers 
•Alter computer help desk service model
•Make adjustments to Desk Tracker

Thank You!
